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‘What can be described as an operating model for the creation and management of products and services?

e A. Service value chain
¢ B. Guiding principles
e (. Governance

e D. Practices

EfE: A

M #389
What are Request Models used for?

¢ A. Comparing the advantages and disadvantages of different Service Desk approaches such as local or remote
¢ B. Defining how common types of service requests should be processed
e (. Assessing changes to understand their potential impact
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¢ D. Modelling arrival rates and performance characteristics of service requests

IEf#: B

B #390
Which is the CORRECT ofthe 'R' role in a RACI matrix?

A. This role is involved in providing knowledge and input
B. This role ensures the flow of information to stakeholders
C. This role has ownership of the end result

D. This role ensures that activities are executed correctly

H
®

: C

B #391

How does a service consummer contribute to the reduction of disk?

A. By managing staff availability
B. By communicating constraints
C. By managing server hardware
D. By paying for the service

Ef#: B

B #392

Identify the missing word in the following sentence.

A service is a means of enabling value co-creation by facilitating outcomes that customers want to achieve, without the customer
having to manage specific [?] and risks.

A. mformation
B. costs
C. warranty

D. utility
IEf#: B
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